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The performance of nurses who were employees of the hospital has an important aspect in the 
hospital, because this is what determines the back and forth of the hospital. Nurses become an 
integral part of the hospital. If the nurse performs poorly then what happens is a decrease in the 
quality of services provided by nurses that will result in the image of the hospital and 
performance becomes a benchmark of service success that shows the accountability of service 
institutions. The government has also set employee performance standards. Nurses are 
professionals who have good intellectual, technical, interpersonal, responsible and authorized 
skills to do the care of the patient (Asmuji, 2012; Sitorus, 2011; Nursalam, 2011). Nurse 
performance is a form of professional service that is an integral part of the health service. In the 
nursing care system performance can be interpreted through the compliance of professional 
nurses in carrying out nursing care according to standards (Van Fosson et al., 2016). 


Communication in a corporate organization in particular and generally other organizations, 
usually occurs in two contexts, namely communication that occurs within the organization 
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(internal communication) and communication that occurs outside the organization (external 
communication). In internal communication, either vertically, horizontally, or diagonally there 
are often difficulties that cause communication incompetence or in other words miss 
communication. Communication can be interpreted as a delivery of information, meaning, or 
understanding, from the sender to the recipient. from the communication that has been done is 
expected to cause a change in behavior in accordance with the desired by the sender of the 
message (Ngoma & Ntale, 2019) ;Muslikha & Siti, 2010; Muslihatun, 2010). Communication can 
also provide information exchange and emotional support when experiencing stress. 
Communication in an organization can come from internal and external. Internal communication 
is communication that occurs within a company or organization that includes the entire flow of 
information between all employees in the organization. External communication is 
communication that occurs between the company and outside parties according to the mistake 
most often experienced by the organization is the misperception of the giver to the recipient of the 
information. The flow of internal communication is distinguished into 3 parts: downward 
communication (communication from superior to subordinate), upward communication (from 
subordinate to superior), side-to-side communication (communication between co-workers) 
(Effendy, 2015). 


Incentives are defined as a form of payment associated with performance and gainsharing, as a 
profit sharing for employees due to increased productivity or cost savings in order to encourage 
higher work productivity, Incentive compensation is intended to provide different wages not 
based on evaluation of positions but because of differences in work performance. (Rivai, 2004) 
Employees will be motivated to achieve high work performance so that it will also improve the 
performance of the organization that will eventually be able to improve the quality and quality of 
service (Kadarisman, 2014). 


Work stress defined as an individual condition that is internal caused by physical demands, the 
environment, and social situations that have an impact that can be destructive and uncontrolled 
(Coelho et al., 2022) In this research we using classification by Robbins, 2007 such as Physical stress, 
Physiological stress, and Social Stress (Robbins dan Judge, 2007). 


In carrying out work a worker can experience work stress. While Sondang Siagian (2008, p.105) states 
that stress is a condition of tension that affects one's emotions, way of mind, and physical condition. 
Stress that cannot be overcome properly usually results in the inability of people to react positively to 
their environment, both in the work environment and the outside environment. This means that the 
employee will face a variety of negative symptoms that in turn affect work performance. Fathoni 
(2006, p.176) says that there are six factors that cause employee work stress in an organization, 
including difficult and excessive workload, unfair and unnatural pressures and attitudes of leaders, 
limited working time and less equipment. Psychological symptoms consist of: Anxiety, tension, 
Confused, angry, sensitive, Suppressing feelings, Ineffective communication, decreased intellectual 
function, Self-restraining, dissatisfaction with work, Depression, boredom, mental fatigue, Feeling 
alienated and isolated, losing concentration, Loss of spontaneity and creativity, Loss of life spirit, 
decreased self-esteem and confidence, physical symptoms: Increased heart rate and blood pressure, 
Increased secretion of adrenaline and non-adrenaline, Gastrointestinal disorders, such as gastric 
disorders, death of cardiovascular disorders, Easily physically tired, respiratory disorders, More 
frequent sweating, skin disorders, headache, migraine, muscle tension, sleep problems and behavioral 
symptoms: prolonged stress can cause deterioration in body tissues such as blood vessels and heart, so 
it can cause diseases such as stroke, hypertension, intestinal ulcers and others. Work stress up to a 
certain point is a trigger factor to improve employee performance, but if it has passed that point, the 
existence of work stress will trigger problems that will certainly affect performance or performance. 
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Therefore, efforts need to be made to counteract work stress so that it does not affect the performance 
of employees. The Writing Team of FISIP-UT module in an article written by Carceres (March, 2009) 
tries to provide efforts to overcome work stress. 


Research Methodology 


Applied research in this study, quantitative data, crossectional, total population 96 nurses, variable 
communication, incentive and performance. Analysis statistic was used analysis factor, validity, 
reliabilities, person correlation, simple linier regression, and multiple linier regression. 


Result of Research 


Table 1 Descriptive of Nurses Communication at Inpatient Unit in Hajj Hospital Jakarta 
N Range Minimum | Maximum Mean Std. Variance 
Deviation 
Statistic Statistic Statistic Statistic Statistic Std. Statistic Statistic 
Error 
Communication] 96 3 2 5 4.18 .O77 754 568 
Communication2 Top-Down 3 2 3 4.17 .066 643 414 
96 
Communication3 4.13 96 3 2 5 4.04 O71 695 482 
Communication4 > 96 3 2 m) 3.80 .O75 734 39 
Communication5 | 96 3 2 5 4.07 .065 637 405 
Communication6 H Button Up 3 2 5 4.01 .056 952 305 
96 
Communication7 3.98 96 3 2 5 4.04 .061 597 356 
Communication8 96 3 2 5 4.02 .053 523 .273 
Communication9 96 3 2 5 4.17 .066 643 414 
Communication10 Horizontal 3 2 5 4.24 .055 538 289 
96 
Communication! 1 4.20 96 3 2 5 4.20 .062 .609 371 
Communication12 96 3 2 5 3.97 .065 .640 410 
Communication13 96 4 1 5 3.60 .098 957 915 
Communication14 }| Diagonal 96 4 1 5 3.42 .096 937 877 
Communication 15 3.59 96 4 1 5 3.03 .093 911 831 
Communication16 96 3 2 5 3.97 .062 .606 367 
Valid N (listwise) 96 


Communication question number | up to 13 and 16 the average answered of respondent were good, 
despite question number 14 and 15 Top-Down Communication have average answered neutral, the 
question number 14: I inform employees of the new policy in other fields, no.15: I help finish in other 
fields. The number question 1-13 and 16 as follows: 1.the leadership conveys important information 
about the new policy in this hospital to the staff, 2: the leader explains the procedure for each job to 
the staff, 3: Leaders apply feedback, 3: communication from the bottom up I routinely report every 
time ,4: I finish carrying out work to the leadership,5: I report difficulties in carrying out my duties to 
the leadership, 6: I give relevant advice to the leadership about the job.7: I convey my aspirations to 
superiors who are related to profession,8: I am open in expressing my opinion to superior. 9: 
Horizontal Communication I discuss solving problems with other employees.10: I provide support to 
other employees, 11: I share tasks with other employees in the same room.12: Diagonal 
Communication I discussed with employees from other fields, 13: My work is assisted by other 
employees from other fields, and question number 16 as top-down communication with statement for 
positive things I support employees from other fields. Mean top-down good (4), button-up 4 (good), 
horizontal 4 (good), diagonal good (4) conclusion communication of nurses in Hajj Hospital good. 
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Table 2 Descriptive of Nurses Incentive at Inpatient Unit in Hajj Hospital Jakarta 
N Range | Minimum | Maximum Mean Std. Deviation | Variance 
Statistic Statistic Statistic Statistic Statistic Std. Statistic Statistic 
Error 
Insentivel 96 4 1 5 2.52 112 1.095 1.200 
Insentivef2 Amount 96 4 1 5 2,92 .108 1.063 1.130 
Insentive3 Incentive 96 4 1 5 2.79 .100 .983 .967 
Insentive4 2.66 96 4 1 5 2.59 101 .990 0.981 
Insentive5 96 4 1 5 2.47 .106 1.036 1.073 
Insentive6 96 4 1 5 2.57 104 1.023 1.047 
Insentive7 Increase 96 4 1 5 3.40 112 1.100 1.210 
Insentive8 Incentive 96 4 1 5 2.67 11 1.092 1.193 
Insentive9 2.91 96 4 1 5 3.38 115 1.126 1.268 
Insentive10. 96 4 1 5 2.55 115 1.123 1.260 
Insentive! Accuracy 96 4 1 5 3.59 091 889 791 
iene Smooth 96 4 1 5 2.89 110 1.075 1.155 
Insentivel 2.98 96 4 1 5 2.45 .108 1.055 1.113 
Valid N 96 
(listwise) 


The answered of Incentive questions there were 13 questions were average answered disagree and 
neutral. The answer disagree in question no.5, and 13 that were no 5: The incentives I received were as 
expected based on the results of my work, 13: The incentives I received were as expected based on the 
results of my work; whereas | up to 4:Amount of Incentive question number 1:The incentives that you 
receive are satisfying,2: The incentives that you receive meet the needs of life, no.3: With the 
incentive system now makes me feel at home at work and no.4: the implementation of the incentive 
system is in accordance with the established standards. And question no 6 up to 12 as follows: 
Incentive Increase: no.6: the incentives I receive are in accordance with my work performance so 
far,7: In my opinion, the incentives I get support me to work harder, more active and independent,8: 
the incentives I receive are in accordance with my work performance so far 9: In my opinion, the 
incentives I get support me to work harder, more active and independent,10: I receive adequate 
overtime pay if I work overtime. Accuracy & Smoothness question no. 11 and 12. No.11: I know 
clearly when the incentive is given,12: Me and the rest of the staff know each other's incentive 
calculation system. Concussion of all incentive were neutral. 
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Table 3 Nurses Stress at Inpatient Unit in Hajj Hospital Jakarta 


Descriptive Statistics 


~ se &*& & & & & & & & & 


2.12 


The result research in Hajj Hospital for stress there were 30 questions, almost the respondent was 
answered disagree, except question number 8 (calf aches) average answered neutral. The question that 
was answered disagree as follows: Biological Stress: number 1.I feel my heart pounding while 
working, no.2 Feeling abdominal pain / heartburn while working, 3 Feeling stiff muscles during/after 
work (stiff neck),4.Feeling the frequency of breathing increases,5 Feeling the pulse increase,6 loss of 
appetite, 7. Hands are tired, 9 pain, 10 back pain. Psychological Stress: 11. Feeling depressed because 
of work, 12. Blame yourself, 13. Feeling unsuited to the job, 14. Feeling lost concentration or 
decreased concentration ,15. Easy to forget ,16. Feeling that there is not enough time to get the job 
done, 17. Avoiding trouble ,18. Thinking the little things are too detailed,19. Feeling slow to a 
dangerous situation,20. Disappointed with the results of the work,21 Feeling bored at work,22 
Confused in the face of work,23. Decrease in work productivity,24. Feeling dissatisfied with work,25 
Leaving of work, Social stress: 26.Tension in interacting with colleagues, 27. Tensions in interacting 
with other health teams,28. Irritable,29 Easily angry for no reason, 30.1 don't like work. Conclusion of 
stress all disagree, it was mean not stress. 
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Table 4 Nurses Performance at Inpatient Unit in Hajj Hospital Jakarta 


Descriptive Statistics 
N Range | Minimum | Maximum Mean Std. Variance 
Deviation 
Statistic Statistic Statistic Statistic Statistic | Std. Error Statistic Statistic 
Performance 1 96 3 1 4 3.54 .066 .648 419 
Performance2 Quality 96 3 1 4 3.49 065 632 .400 
Performance3 3.53 96 2 2 4 3.58 059 574 330 
Performance4 96 3 1 4 3.49 .063 615 379 
Performance5 96 2 2 4 3.39 .063 .622 387 
Performance6 Quantity 2 2 4 3.57 059 576 331 
96 
Performance7 3.53 96 3 1 4 3.64 059 583 339 
Performance8 96 2 2 4 3.52 .061 598 357 
Performance9 96 2 2 4 3.71 051 501 251 
Performance10 96 2 2 4 3.78 .047 463 215 
Performance! 1 Reliability 2 2 4 3.77 048 470 221 
96 
Performance12 3.74 96 2 2 4 3.81 043 A418 175 
Performance13 96 2 2 4 3.64 .056 545 297 
Performance14 96 3 1 4 3.64 059 583 339 
Performance15 Attitude 96 2 2 4 3.69 050 488 238 
Performance16 3,58 96 3 1 4 3.30 .089 .872 .760 
Performance17 96 3 1 4 3.65 .065 .632 .400 
Performance18 96 2 2 4 3.61 .042 412 .170 
Valid N (listwise) 96 


The result performance there were 18 questions, 13 from 18 were answered closely good: Quality of 
Work, question number |. The officer has carried out the duties or orders of the superior well,3. 
Seriousness of work in carrying out the task is good, Quantity of Work number 6 I have responsibility 
in place of duty well, 7. I have the ability to cooperate well, 8. mastery of the field of duty well, 
Reliability question number 9.try wherever possible to arrive on time to work ,10. Always trying to be 
present during business hours, 11. Quick performs the work upon arrival at work, 12, Always uses 
working time well to carryout tasks, 13. I’m very passionate about doing my job.14. The attitude of the 
work is good,15 Attitudes towards fellow employees are well established, 17. Could respects other 
employee areas of duty,18 Be able to respect the opinions of other employees. Performance has 
answered neutral there were 4 questions have statement neutral because the average value on < 4 such 
as question performance number 2: Skills in carrying out tasks are good, no.4. Could complete a given 
job efficiently, Quantity of Work number 5 Able to achieve the target of the work that has been 
determined, Attitude number 16. the relationship with the company leadership is well established, 
conclusion performance quite good. 


Result Analysis Factors of Communication, Incentive, Stress to Nurses Performance at Inpatient 
Unit in Hajj Hospital Jakarta. 


No Variable P Value R R’ 
1 Communication 0.001 0.0.332 0.110(11.0%) 
2 Incentive 0.410 0.085 0.007(0.0%) 
3 Work Stress 0.459 0.077 0.006 (0.0%) 


The analysis correlation communication and performance was significant and 11 % contribution that 
factor; incentive and stress were not correlation to nurses performance because p value >0.05. 
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Result Multivariate Analysis 


Communication, incentive, work stress and nurses’ performance, communication was significant to 
nurses’ performance with p value 0.001, R 0.332, R Square 0.110 (11%) contribution of 
communication. 


Discussion 


Communication was good all item question to performance it is needed maintenance and improve, 
despite stress was not correlation with performance, base research by Tkalac Vercic et all.2021. ICSQ, 
Kessler to improve internal communication within organizations, it is necessary to understand of good 
communication. This study explores the potential impact of internal communication on employee 
engagement and employer attractiveness by testing the mediating effects of social exchange quality 
indicators. Japinen.2022. Nurse managers working nationwide in finish central hospitals reported 
moderate levels of stress from workload. However, every fifth nurse manager experienced a high level 
of stress from workload, which is associated with increased job stress in numerous aspects, decreased 
overall job satisfaction and negative perception of practice environment. This study reveals a critical 
need to identify those around 20% of nurse managers who experience high levels of stress from 
workload in order to support and retain them in their positions and to enhance their satisfaction. 


Limited research incentive correlation with stress, incentive must be attention and improve on 
implementation because the answered of nurses disagree of the incentive system is in accordance with 
the established standards, the incentives I received were as expected based on the results of my work, 
the incentives I receive are in accordance with my work performance so far, I receive adequate 
overtime pay if I work overtime, the incentives I received were as expected based on the results of my 
work. Voslinsky and Azar,2021. Nadja study, results indicate that whether the introduction of a 
performance pay component with bonus—malus incentives to the (German) DRG system has a positive 
effect on the quality of care. 


Work stress to nurse performance it should be noted that if this nurse's stress is allowed to continue, it 
is estimated that it will interfere with her performance because all answers do not agree, except 
question calf aches was neutral. Biological Stress of disagree feel my heart pounding while working, 
feeling abdominal pain / heartburn while working, stiff muscles during/after work (stiff neck), the 
frequency of breathing increases, the pulse increase, loss of appetite, hands are tired, pain, back pain. 
Psychological Stress: feeling depressed because of work, Blame yourself, unsuited to the job, lost 
concentration or decreased concentration, easy to forget, there was not enough time to get the job 
done, avoid of trouble , thinking the little things are too detailed, feeling slow to a dangerous situation, 
disappointed with the results of the work, bored at work, confused in the face of work, decrease in 
work productivity, dissatisfied with work, leaving of work. Social stress: tension in interacting with 
colleagues, tensions in interacting with other health teams, irritable, easily angry for no reason, I don't 
like work. Performance: Quality, quantity, reliability and attitude were quite good. Communication is 
all ways of communication, namely top-down, button-up, horizontal and diagonal. Incentives are also 
lacking, as well as stress but because communication goes well, the performance remains good, 
research in other hospitals such as the research of Voslinsky and Azar, 2021. Nadja from study. 
Overall, our results indicate that whether the introduction of a performance pay component with 
bonus—malus incentives to the (German) DRG system has a positive effect on the quality of care. 


Conclusions and Implications 


Top down, button up, horizontal and diagonal communications were carried out good and have effect 
to nurses performance; the incentives were still a problem because almost of nurses were answered 
neutral and must improve their incentives; and work stress such as biology, psychology and socially 
stress all nurses were not stress, and their performance quite good. 
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Recommendation 


The top - down communication, button -up, horizontal, and diagonal communication can be applied 
according to conditions so that nurses are not stressed and have good performance. Incentive must be 
attention and improve ang implementation because the answered of nurses disagree of the incentive 
system is in accordance with the established standards, the incentives I received were as expected 
based on the results of my work, the incentives I receive are in accordance with my work performance 
so far, I receive adequate overtime pay if I work overtime, the incentives I received were as expected 
based on the results of my work. Work stress to nurse performance it should be noted that if this 
nurse's stress is allowed to continue, it is estimated that it will interfere with her performance because 
all answers do not agree. Performance must attention to maintenance and improve because the 
answered good and very good. 


Bibliography 


1. Karem, M., N. Mahmood, Y., S. Jameel, A., & Rahman Ahmad, A. (2019). THE EFFECT OF 
JOB SATISFACTION AND ORGANIZATIONAL COMMITMENT ON _ NURSES’ 
PERFORMANCE.  Aumanities & Social Sciences Reviews, 7(6), 332-339. 
https://doi.org/10.18510/hssr.2019.7658 


2. Abbas Umar Ibrahim, C. O. D. (2019). Leadership Qualities and Styles for Successful Project 
Management in Nigeria. European Journal of Business and Management. 
https://doi.org/10.7176/EJBM/1 1-16-01 


3. Abdul Wahab, S. (2008). Analisis Kebijaksaan dari formulasi ke implementasi kebijaksanaan 
negara. Bumi Aksara. 


4. Adams, P., Bodas Freitas, I. M., & Fontana, R. (2019). Strategic orientation, innovation 
performance and the moderating influence of marketing management. Journal of Business 
Research, 97. https://doi.org/10.1016/j.jbusres.2018.12.071 


Akdon & Ridwan. (2010). Rumus dan Data dalam Analisis Statistika (2nd ed.). Alfabeta. 


6. Al-Habib, N. M. I. (2020). Leadership and organizational performance: Is it essential in 
healthcare systems improvement? A review of literature. Saudi Journal of Anaesthesia, 14(1), 69— 
76. https://doi.org/10.4103/sja.SJA_288_19 


7. American Nurse Association. (2015). Nursing: Scope and Standards of Practice, Third Edition, 
(3rd _ ed.). American Nurses Association. https://www.lindsey.edu/academics/majors-and- 
programs/Nursing/img/ANA-2015-Scope-Standards.pdf 


8. Andriati, R., & Aisyah, A. (2021). Analisis Determinan Kepatuhan Menjalani Hemodialisa 
Dengan Kualitas Hidup Pasien Gagal Ginjal Kronik. Edu Masda Journal, 5(1). 
https://doi.org/10.52118/edumasda.v5i1.111 


9. Andriati, R., Indah, F. P. S., & Aisyah, A. (2021). ANALISIS KEPATUHAN MENJALANI 
HEMODIALISA DENGAN KUALITAS HIDUP PASIEN GAGAL GINJAL KRONIK. Edu 
Masda Journal, 5(2). https://doi.org/10.52118/edumasda.v5i2.126 


10. Ardinata . Agus Susanto. (2019). Pengaruh Gaya Kepemimpinan Transformasional terhadap 
Perawat dalam melakukan Terapi Mindfullness. Jurnal Ilmu Keperawatan . 


11. Ariga, F. A., Purba, J. M., & Nasution, M. L. (2020). the relationship of emotional intelligence, 
workplace culture, and nurse performance in a private hospital in Medan Indonesia. Belitung 
Nursing Journal, 6(3). https://doi.org/10.33546/BNJ.1063 


12. Asmuji. (2012). Manajemen Keperawatan: Konsep dan Aplikasi. Ar-Ruzz Media. 


8 | Published by “ CENTRAL ASIAN STUDIES" http://www.centralasianstudies.org 


Copyright (c) 2023 Author (s). This is an open-access article distributed under the terms of Creative Commons 
Attribution License (CC BY).To view a copy of this license, visit https://creativecommons.org/licenses/by/4.0/ 


CAJMNS Volume: 04 Issue: 04 | Jul-Aug 2023 


13. Aungsuroch, Y. (2020). Experiences of Patients with Coronavirus in the COVID-19 Pandemic 
Era in Indonesia. Asian Journal for Public Opinion Research, 8(3). 


14. Baird, K. M., Tung, A., & Yu, Y. (2019). Employee organizational commitment and hospital 
performance. Health Care Management Review, 44(3), 206-215. 
https://doi.org/10.1097/HMR.000000000000018 1 


15. Bartels, J., Peters, O., de Jong, M., Pruyn, A., & van der Molen, M. (2010). Horizontal and 
vertical communication as determinants of professional and organisational identification. 
Personnel Review, 39(2). https://doi.org/10.1108/0048348 1011017426 


16. BRADY GERMAIN, P., & CUMMINGS, G. G. (2010). The influence of nursing leadership on 
nurse performance: a systematic literature review. Journal of Nursing Management, 18(A4). 
https://doi.org/10.1111/j.1365-2834.2010.01100.x 


17. Burhanudin; Lisdiana, D. (2015). Analisis Perbandingan Metode Gross Up Dan Net Sebagai 
Perencanaan Pajak PPh 21 Terhadap Laba Sebelum Pajak Pada PT Wahana Ottomitra Multiartha 
Tbk. (WOM Finance). Jurnal Akuntansi, 2(1), 17-28. 


18. By, R. T. (2021). Leadership: In Pursuit of Purpose. Journal of Change Management, 21(1). 
https://doi.org/10.1080/14697017.2021.1861698 


19. Campbell, T. R. (2020). Relationship Between Transformational Leadership Style and Financial 
Sustainability. Walden University. 


20. Carriére, J., & Bourque, C. (2009). The effects of organizational communication on job 
satisfaction and organizational commitment in a land ambulance service and the mediating role of 
communication satisfaction. Career Development International, 14(1), 29-49, 
https://doi.org/10.1108/136204309 10933565 


21. Cek, K., & Eyupoglu, S. (2020). Does environmental, social and governance performance 
influence economic performance? Journal of Business Economics and Management, 21(4). 
https://doi.org/10.3846/jbem.2020.12725 


22. Coelho, L. G., Costa, P. R. de F., Kinra, S., Mallinson, P. A. C., & Akutsu, R. de C. C. de A. 
(2022). Association between occupational stress, work shift and health outcomes in hospital 
workers of the Rec6ncavo of Bahia, Brazil: the impact of COVID-19 pandemic. British Journal of 
Nutrition, 1-10. https://doi.org/10.1017/S0007 1 14522000873 


23. Crosswell, A. D., & Lockwood, K. G. (2020). Best practices for stress measurement: How to 
measure psychological stress in health research. Health Psychology Open, 7(2). 
https://doi.org/10.1177/2055 102920933072 

24. Daniéls, E., Hondeghem, A., & Dochy, F. (2019). A review on leadership and leadership 
development in educational settings. In Educational Research Review (Nol. 27). 
https://doi.org/10.1016/j.edurev.2019.02.003 


25. Dortea Yawana, A. L. R. A. Z. (2016). The Factors Relate to Job Performance of Nurses with 
Health Nursing Service at Internal Room of Physical General Hospital Abepura, Papua. 
International Journal of Sciences: Basic and Applied Research (IJSBAR), 30(5), 375-393. 


26. Dr. Ratna Sitorus, Skp., M. App. S. (2011). MANAJEMEN KEPERAWATAN:MANAJEMEN 
KEPERAWATAN DI RUANG RAWAT. Sagung Seto. 


27. Effendy, O. U. (2015). Komunikasi Teori dan Praktek. PT. Citra Aditia Bakti. 


9 | Published by “ CENTRAL ASIAN STUDIES" http://www.centralasianstudies.org 


Copyright (c) 2023 Author (s). This is an open-access article distributed under the terms of Creative Commons 
Attribution License (CC BY).To view a copy of this license, visit https://creativecommons.org/licenses/by/4.0/ 


CAJMNS Volume: 04 Issue: 04 | Jul-Aug 2023 


28. Faizin, A., & Winarsih. (2008). Hubungan Tingkat Pendidikan dan Lama Kerja Perawat dengan 
Kinerja Perawat di RSU Pandan Arang Kabupaten Boyolali. Berita IImu Keperawatan, 1(3). 
https://publikasiilmiah.ums.ac.id/bitstream/handle/11617/499/3g.pdf?sequence=1 &isAllowed=y 


29. Fetriana Widiyastuti. (2013). HUBUNGAN DUKUNGAN SPIRITUAL PERAWAT DENGAN 
PEMENUHAN KEBUTUHAN SPIRITUAL PASIEN DI RSU PKU MUHAMMADIYAH BANTUL 
[STIKES Jenderal Achmad Yani ]. http://repository.unjaya.ac.id/id/eprint/867 


30. Gandolfi, F., & Stone, S. (2018). Leadership, Leadership Styles, and Servant Leadership. Journal 
of Management Research, Vol. 18,(No. 4, Oct.-Dec. 2018,). 


31. Ghiyasvandian, S., Ghorbani, M., Zakerimoghadam, M., Purfarzad, Z., & Kazemnejad, A. (2016). 
The Effects of a Self-Care Program on the Severity of Symptoms and Quality of Life of Patients 
With Irritable Bowel Syndrome. Gastroenterology Nursing, 39(5). 
https://doi.org/10.1097/SGA.0000000000000229 


32. Gibson, E. J. (1988). Exploratory Behavior in the Development of Perceiving, Acting, and the 
Acquiring of Knowledge. Annual Review of Psychology, 39(1). 
https://doi.org/10.1146/annurev.ps.39.020188.000245 


33. Gibson, M. (2008). Manajemen Sumber Daya Manusia. Erlangga. 


34. Goncalves, M. I. R., Mendes, D. A., Caldeira, S., Jesus, E., & Nunes, E. (2022a). Nurse-led care 
management models for patients with multimorbidity in hospital settings: A scoping review. 
Journal of Nursing Management. https://doi.org/10.1111/jonm.13621 


35. Goncalves, M. I. R., Mendes, D. A., Caldeira, S., Jesus, E., & Nunes, E. (2022b). Nurse-led care 
management models for patients with multimorbidity in hospital settings: A scoping review. 
Journal of Nursing Management. https://doi.org/10.1111/jonm.13621 


36. Gray, H. (2022). Leadership: A Function of Organisations as Complex Systems. In Developing 
Leaders for Real: Proven Approaches That Deliver Impact (pp. 17—26). Emerald Publishing 
Limited. https://doi.org/10.1108/978-1-8007 1-364-22022 1004 


37. Gunawan, N. P. IL. N., Hariyati, R. T. S., & Gayatri, D. (2019). Motivation as a factor affecting 
nurse performance in Regional General Hospitals: A factors analysis. Enfermeria Clinica, 29. 
https://doi.org/10.1016/j.enfcli.2019.04.078 


38. Hadi-Moghaddam, M., Karimollahi, M., & Aghamohammadi, M. (2021). Nurses’ trust in 
managers and its relationship with nurses’ performance behaviors: a descriptive- correlational 
study. BMC Nursing, 20(1). https://doi.org/10.1186/s12912-021-00653-9 


39. Hammond, M., & Wellington, J. (2020). Research methods: The key concepts. In Research 
Methods: The Key Concepts. https://doi.org/10.4324/9780429058 165 


40. Health Promotion in Health Care — Vital Theories and Research. (2021). In Health Promotion in 
Health Care — Vital Theories and Research. https://doi.org/10.1007/978-3-030-63 135-2 


41. Ho, F. N., & Huang, C. wei. (2020). The interdependencies of marketing capabilities and 
operations efficiency in hospitals. Journal of Business Research, 113. 
https://doi.org/10.1016/j.jbusres.2019.09.037 


42. Hong, P. (2017). The Literature Review on Compensation System Design. Modern Economy, 
08(09), 1119-1128. https://doi.org/10.4236/me.2017.89077 


10 | Published by “ CENTRAL ASIAN STUDIES" http://www.centralasianstudies.org 


Copyright (c) 2023 Author (s). This is an open-access article distributed under the terms of Creative Commons 
Attribution License (CC BY).To view a copy of this license, visit https://creativecommons.org/licenses/by/4.0/ 


CAJMNS Volume: 04 Issue: 04 | Jul-Aug 2023 


43. Implementation of Sharia Health Services in Medan Haji Hospitals and Jakarta Haji Hospitals. 
(2021). Indian Journal of Public Health Research & Development. 
https://doi.org/10.37506/ijphrd.v 1213.16087 


44. Islam, M. N., Furuoka, F., & Idris, A. (2021). Mapping the relationship between transformational 
leadership, trust in leadership and employee championing behavior during organizational change. 
Asia Pacific Management Review, 26(2). https://doi.org/10.1016/j.apmrv.2020.09.002 


45. Ismail Hajiali, A. M. F. K. B. E. P. M. S. (2022). The Effect of Supervision, Compensation, 
Character on Work Discipline. Golden Ratio of Human Resource Management, 2(2). 


46. James C. Cox and Vjollca Sadiraj. (2019). Handbook of research methods and applications in 
experimental economics. Edward Edgar Publishing . 


47. Jankelova, N., & Joniakova, Z. (2021). Communication Skills and Transformational Leadership 
Style of First-Line Nurse Managers in Relation to Job Satisfaction of Nurses and Moderators of 
This Relationship. Healthcare, 9(3), 346. https://doi.org/10.3390/healthcare9030346 


48. Jaéppinen, K., Roos, M., Slater, P., & Suominen, T. (2022). Connection between nurse managers’ 
stress from workload and overall job stress, job satisfaction and practice environment in central 
hospitals: A cross-sectional study. Nordic Journal of Nursing Research, 42(2), 109-116. 
https://doi.org/10.1177/2057 1585211018607 


49. Jiiptner, P., & Klimovsky, D. (2022). Vertical and horizontal intergovernmental relations during 
the first wave of the COVID-19 crisis: experience from the extremely fragmented CEE countries. 
Local Government Studies, 45(2), 232-250. https://doi.org/10.1080/03003930.2021.1944858 


50. Kadarisman, M. (2014). Manajemen Kompensasi. Raja Grafindo Persada. 


51. Kairies-Schwarz, N., & Souéek, C. (2020). Performance Pay in Hospitals: An Experiment on 
Bonus—Malus Incentives. International Journal of Environmental Research and Public Health, 
17(22), 8320. https://doi.org/10.3390/ijerph17228320 


52. Kartini Kartono. (2008). Pemimpin dan Kepemimpinan. Raja Grafindo Persada. 
53. Kasmir. (2016). Analisis Laporan Keuangan. Raja Grafindo Persada. 


54. Kelly, B. T., & Ahmed, N. Z. (2022). Career Planning. In The Successful Health Care 
Professional’s Guide (pp. 31-39). Springer International Publishing. https://doi.org/10.1007/978- 
3-030-95950-0_5 


55. Kessler, R. C., Barber, C., Beck, A., Berglund, P., Cleary, P. D., McKenas, D., Pronk, N., Simon, 
G., Stang, P., Ustun, T. B., & Wang, P. (2003). The World Health Organization Health and Work 
Performance Questionnaire (HPQ). Journal of Occupational and Environmental Medicine, 45(2), 
156-174. https://doi.org/10.1097/01 .jom.0000052967.43131.51 


56. Khan, F., Arshad, M., Raoof, R., & Farooq, O. (2022). Servant leadership and employees’ 
performance: organization and information structure perspective. The Service Industries Journal, 
1-19. https://doi.org/10.1080/02642069.2022.2086976 


57. Kieft, R. A., de Brouwer, B. B., Francke, A. L., & Delnoij, D. M. (2014). How nurses and their 
work environment affect patient experiences of the quality of care: a qualitative study. BMC 
Health Services Research, 14(1), 249. https://doi.org/10.1186/1472-6963- 14-249 


58. Kozhakhmet, S., Moldashev, K., Yenikeyeva, A., & Nurgabdeshoy, A. (2022). How training and 
development practices contribute to research productivity: a moderated mediation model. Studies 
in Higher Education, 47(2), 437-449. https://doi.org/10.1080/03075079.2020. 1754782 


11 | Published by “ CENTRAL ASIAN STUDIES" http://www.centralasianstudies.org 


Copyright (c) 2023 Author (s). This is an open-access article distributed under the terms of Creative Commons 
Attribution License (CC BY).To view a copy of this license, visit https://creativecommons.org/licenses/by/4.0/ 


CAJMNS Volume: 04 Issue: 04 | Jul-Aug 2023 


59. Kramer, M., & Schmalenberg, C. (2004). Development and Evaluation of Essentials of 
Magnetism Tool. JONA: The Journal of Nursing Administration, 34(7), 365-378. 
https://doi.org/10.1097/00005 1 10-200407000-000 10 


60. Lawrence David Brennan. (2012). Modern Communication Effectiveness. 


61. Levy, D. J., Heissel, J. A., Richeson, J. A., & Adam, E. K. (2016). Psychological and biological 
responses to race-based social stress as pathways to disparities in educational outcomes. American 
Psychologist, 71(6). 

62. Lo, F. Y., Rey-Marti, A., & Botella-Carrubi, D. (2020). Research methods in business: 


Quantitative and qualitative comparative analysis. In Journal of Business Research (Vol. 115). 
https://doi.org/10.1016/j.jbusres.2020.05.003 


63. Lutfi, S. H., Rumengan, G., & Trigono, A. (2020). Analysis of Istitha’ah Achievement at the 
Center for Hajj and Umrah Health Integrated Services (P2TKHU) RS Hajj Hospital Jakarta. 
International Journal of Psychosocial Rehabilitation, 24(03). 
https://doi.org/10.37200/ijpr/v2413/pr200932 


64. Madrean Schober, D. L. M. R. M. S. S. T. J. P. J. R. D. S. (2020). Guidelines on advanced 
practice nursing. International Council of Nurses. 


65. Manurung, S. and Z. Z. (2020). The relationship between the chairperson’s leadership style and 
the stress of the acting nurse. Malaysian Journal of Medical Research, 4(4), 29-31. 


66. Mardiana Bhakti Mekkah. (1998). Perencanaan strategi pemasaran layanan rawat inap rumah 
sakit harum . Universitas Indonesia. 


67. McMullan, R., & Gilmore, A. (2008). Customer loyalty: an empirical study. European Journal of 
Marketing, 42(9/10). https://doi.org/10.1108/03090560810891 154 

68. McNeill, C., Alfred, D., Nash, T., Chilton, J., & Swanson, M. S. (2020). Characterization of 
nurses’ duty to care and_ willingness to report. Nursing Ethics, 27(2). 
https://doi.org/10.1177/0969733019846645 


69. Mendes, A., Lunkes, R. J., Flach, L., & Kruger, S. D. (2017). The influence of remuneration on 
the behavior of hospital employees in Brazil. Contaduria y Administraci6n, 62(1), 207-221. 
https://doi.org/10.1016/j.cya.2016.04.005 


70. Meyer, J. P., & Allen, N. J. (1991). A three-component conceptualization of organizational 
commitment. Human Resource Management Review, 1(1), 61-89. https://doi.org/10.1016/1053- 
4822(91)90011-Z 


71. Ministry Of Health, I. (2019). Riskesdas 2019. 


72. Moeheriono. (2009). Pengukuran Kinerja Berbasis Kompetensi: Competency Based Human 
Resource Management. Ghalia Indonesia. 


73. Mukhuty, S., Upadhyay, A., & Rothwell, H. (2022). Strategic sustainable development of 
Industry 4.0 through the lens of social responsibility: The role of human resource practices. 
Business Strategy and the Environment. https://doi.org/10.1002/bse.3008 


74. MULAN MICHELLE IMELDA. (2011). PERAN PENERAPAN MODEL PRAKTIK 
KEPERAWATAN PROFESIONAL TERHADAP KINERJA PERAWAT DI RUMAH SAKIT JIWA 
DR.SOEHARTO HEERDJAN [Universitas Esa unggul]. 
http://digilib.esaunggul.ac.id/public/UEU-Master-2505-JUDUL%20TESIS-pdf pdf 


75. Mulyadi dan Rivai. (2009). Manajemen Sumber Daya Manusia. 


12 | Published by “ CENTRAL ASIAN STUDIES" http://www.centralasianstudies.org 


Copyright (c) 2023 Author (s). This is an open-access article distributed under the terms of Creative Commons 
Attribution License (CC BY).To view a copy of this license, visit https://creativecommons.org/licenses/by/4.0/ 


CAJMNS Volume: 04 Issue: 04 | Jul-Aug 2023 


76. Mufioz-Rubilar, C. A., Carrillos, C. P., Mundal, I. P., Cuevas, C. D. las, & Lara-Cabrera, M. L. 
(2022). The duty to care and nurses’ well-being during a pandemic. Nursing Ethics. 
https://doi.org/10.1177/09697330211041746 


77. Muslikha & Siti. (2010). Komunikasi Perawat. Nuha Mediaka. 


78. Mutya, D. (2020). Pengertian, Fungsi, dan Gaya Kepemimpinan Pendidikan. Jurnal UNP, 
18029105. 


79. Napitupulu, S. M. O. (2020). Pengaruh Gaya Kepemimpinan Kepala Ruangan Terhadap 
Penerapan Prinsip Etik Keperawatan dalam Pemberian Asuhan Keperawatan di Rumah Sakit 
Universitas Sumatera Utara. Universitas Sumatera Utara. 


80. Ngoma, M., & Ntale, P. D. (2019). Word of mouth communication: A mediator of relationship 
marketing and customer loyalty. Cogent Business and Management,  6(1). 
https://doi.org/10.1080/23311975.2019.1580123 


81. Nikpeyma, N., Abed-saeedi, Z., Azargashb, E., & Alavi-majd, H. (2014). Problems of clinical 
nurse performance appraisal system: A qualitative study. Asian Nursing Research, 8(1). 
https://doi.org/10.1016/j.anr.2013.11.003 


82. NITIN R V., N. V. D. G. (2016). AN EMPIRICAL STUDY ON MARKETING MIX 
STRATEGIES ON HEALTHCARE SERVICES IN A TERTIARY CARE HOSPITAL. 
International Journal of Management and Applied Science, 2(10), 19-24. 


83. Notoatmodjo. (2007). Promosi Kesehatan dan Ilmu Perilaku. Rineka Cipta. 
84. Notoatmodjo. (2009). Pengembangan Sumber Daya Manusia (4th ed.). PT RIneka Cipta. 
85. Notoatmodjo, S. (2012). Promosi Kesehatan dan Perilaku Kesehatan. Rineka Cipta. 


86. Novia Rosa. (2020). EFFECT OF QUALITY OF WORK LIFE, WORK ATTITUDE AND 
COMPETENCY OF TEACHER AND NON TEACHER SATISFACTION (Case Study at 
SMAN 102 Jakarta, Kayu Tinggi Street, Cakung East Jakarta) . Journal of STEI Economics, 
20(20). 

87. Nurhaeni. (2001). Faktor-Faktor Determinan yang Berhubungan dengan Kinerja Perawat 
Pelaksana di RS. Jiwa Makasar. Universitas Indonesia. 


88. Nursalam. (2011). MANAJEMEN KEPERAWATAN Aplikasi dalam Praktik Keperawatan 
Profesional. Salemba Medika. _https://ners.unair.ac.id/materikuliah/BUKU-MANAJEMEN- 
2011.pdf 


89. Okazaki, E., Nishi, D., Susukida, R., Inoue, A., Shimazu, A., & Tsutsumi, A. (2019). Association 
between working hours, work engagement, and work productivity in employees: A cross- 
sectional study of the Japanese Study of Health, Occupation, and Psychosocial Factors Relates 
Equity. Journal of Occupational Health, 61(2). https://doi.org/10.1002/1348-9585.12023 


90. Paais, M., & Pattiruhu, J. R. (2020). Effect of Motivation, Leadership, and Organizational Culture 
on Satisfaction and Employee Performance. Journal of Asian Finance, Economics and Business, 
7(8). https://doi.org/10.13106/JAFEB.2020.VOL7.NO8.577 


91. Kode Etik Perawat Indonesia, (2000) (testimony of PPNI). 
92. Prof.Dr.Sugiyono. (2010). Metode Penelitian Kuantitatif, Kualitatif, dan R&amp;D. CV Alfabeta. 


13 | Published by “ CENTRAL ASIAN STUDIES" http://www.centralasianstudies.org 


Copyright (c) 2023 Author (s). This is an open-access article distributed under the terms of Creative Commons 
Attribution License (CC BY).To view a copy of this license, visit https://creativecommons.org/licenses/by/4.0/ 


CAJMNS Volume: 04 Issue: 04 | Jul-Aug 2023 


93. Puspita Wikanandha, P. N. (2014). PENGARUH KOMUNIKASI DAN GAYA 
KEPEMIMPINAN TERHADAP KOMITMEN ORGANISASIONAL (Studi Pada Perawat 
Rumah Sakit Hermina Tangkubanprahu Malang). Jimfeb. 


94. Rhyne, E. H. (1962). AUTOCRACY AND DEMOCRACY: AN EXPERIMENTAL INQUIRY. 
By Ralph K. White and Ronald Lippitt. New York: Harper &amp; Brothers, 1960. 330 pp. $6.00. 
Social Forces, 41(1). https://doi.org/10.2307/2572929 


95. Rido Latuheru. (2022). THE EFFECT OF VERTICAL, HORIZONTAL AND DIAGONAL 
COMMUNICATIONS ON EMPLOYEE PERFORMANCE AT THE TRAINING 
BOARDMALUKU PROVINCE. Badati, 6(1). 


96. RISET KESEHATAN DASAR RISKESDAS 2013. (2013). 
http://www.depkes.go.id/resources/download/general/Hasil%20Riskesdas %202013.pdf 


97. Robbins dan Judge. (2007). Organizational Behavior. Pearson Prentice Hall. 


98. Romadhoni, R. D., & Pudyjirahardjo, W. J. (2016). Beban Kerja Obyektif Tenaga Perawat di 
Pelayanan Rawat Inap Rumah Sakit. Jurnal Administrasi Kesehatan Indonesia, 4(1). 
https://doi.org/10.20473/jaki.v4i1.2016.57-66 


99. ROSS. (2014). Ross 708 Broiler Performance Objectives. 


100. Ruliana, P., Andrini, S., Lestari, P., Indrianti, Y., & . S. (2018). Internal Communication Role in 
Improving Performance of Employees Hotel: Descriptive Study at Employees Sari Ater Hotel & 
Resort in Ciater, Subang Regency, West Java Province. International Journal of Engineering & 
Technology, 7(3.30). https://doi.org/10.14419/ijet.v7i3.30.18253 


101.Sadakah, S., Palutturi, S., Pasinringi, S. A., Indahwaty Sidin, A., Amiruddin, R., Sangkala, & 
Saleh, L. M. (2020). The implementation of the value of local philosophy on nurse performance 
in bima_ regional general _hospital, Indonesia. Enfermeria Clinica, 30. 
https://doi.org/10.1016/j.enfcli.2019.07.142 


102. Saunders, M. , L. P. & T. A. (2012). Research Methods for Business Students (6th ed.). Pearson. 


103. Schmitz, P. W. (2013). Bargaining position, bargaining power, and the property rights approach. 
Economics Letters, 119(1), 28-31. https://doi.org/10.1016/j.econlet.2013.01.011 


104.Septiyana Harti Sugma. (2022). The Effect Of Work Behavior And Work Environment On 
Employee Performance. AT— TADBIR JURNAL ILMIAH MANAJEMEN, 6(2). 


105. Soekarso, A. S. I. P. C. H. (2010). Teori Kepemimpinan. Mitra Wacana Media. 
106. Stoner, J. A. F. , & C. W. (1986). Management. Prentice hall. 
107. Sugiyono. (2013a). Metode Penelitian Pendidikan. Alfabeta. 


108. Sugiyono. (2013b). Metode Penelitian Pendidikan Pendekatan Kuantitatif, Kualitatid, dan R&D. 
Alfabeta. 


109. Sulistyo-Basuki. (2004). Pengantar Dokumentasi. Rekayasa Sains. 


110.Sumiati, Y., Kurniati, T., Sabri, L., Hadi, M., & Suminarti, T. (2021). Penerapan Discharge 
Planning terhadap Kepuasan Pasien pada Asuhan Keperawatan. Jurnal Keperawatan Silampari, 
4(2). https://doi.org/10.31539/jks.v412.1633 


111.Susila & Suyanto. (2014). Metode Penelitian Epidemiologi Bidang Kedokteran dan Kesehatan. 
BOSS SCRIPT. 


14 | Published by “ CENTRAL ASIAN STUDIES" http://www.centralasianstudies.org 


Copyright (c) 2023 Author (s). This is an open-access article distributed under the terms of Creative Commons 
Attribution License (CC BY).To view a copy of this license, visit https://creativecommons.org/licenses/by/4.0/ 


CAJMNS Volume: 04 Issue: 04 | Jul-Aug 2023 


112.Sweet, H. , & H. (2014). Colonial caring: A history of colonial and post-colonial nursing. 
Manchester University Press. 


113.Szabo, S., Nove, A., Matthews, Z., Bajracharya, A., Dhillon, I., Singh, D. R., Saares, A., & 
Campbell, J. (2020). Health workforce demography: A framework to improve understanding of 
the health workforce and support achievement of the Sustainable Development Goals. In Human 
Resources for Health (Vol. 18, Issue 1). https://do1.org/10.1186/s 12960-020-0445-6 


114. Tanner, B. M. , Jr. (2007). An analysis of the relationships among job satisfaction, organizational 
trust, and organizational commitment in an acute care hospital. Saybrook University. 


115. Thomas F. Gilbert. (1978). Human Performance Engineering-Worthy-Performance. Pfeiffer. 


116.Tkalac Veréié, A., Sinéié Corié, D., & Poloski Vokié, N. (2021). Measuring internal 
communication satisfaction: validating the internal communication satisfaction questionnaire. 
Corporate Communications, 26(3). https://doi.org/10.1108/CCIJ-01-2021-0006 


117. Tkalac Veréié, A., & Spoljarié, A. (2020). Managing internal communication: How the choice of 
channels affects internal communication satisfaction. Public Relations Review, 46(3). 
https://doi.org/10.1016/j.pubrev.2020.101926 


118.Tri Widodo. (2010). Pengaruh Lingkungan Kerja, Budaya Organisasi, Kepemimpinan terhadap 
Kinerja (Studi pada Pegawai Kecamatan Sidorejo Kota Salatiga). STIE AMA Salatiga. 


119. Triwibowo. (2013). Manajemen pelayanan keperawatan di rumah sakit. TIM. 


120. Ulfa. (2020). ANALISIS PENERAPAN SISTEM INFORMASI MANAJEMEN RUMAH SAKIT 
DI UNIT PERAWATAN INTENSIF RUMAH SAKIT KEPRESIDENAN RSPAD GATOT 
SOEBROTO JAKARTA TAHUN 2018. JUrnal MAnajemen Dan Administrasi Rumahsakit 
Indonesia, 4(1). 


121. VanFosson, C. A., Jones, T. L., & Yoder, L. H. (2016). Unfinished nursing care: An important 
performance measure for nursing care systems. Nursing Outlook, 64(2), 124-136. 
https://doi.org/10.1016/j.outlook.2015.12.010 


122. Veithzal Rivai. (2004). Manajemen Sumber Daya Manusia untuk Perusahaan dari Teori ke 
Praktik. PT RajaGrafindo Persada. 


123. Voslinsky, A., & Azar, O. H. (2021). Incentives in experimental economics. Journal of 
Behavioral and Experimental Economics , 93. https://doi.org/10.1016/j.socec.2021.101706 


124. Wafi Nur Muslihatun. (2010). Asuhan Neonatus Bayi Dan Balita. Fitramaya. 


125.Walliman, N. (2010). Research Methods: The Basics. In Research Methods: The Basics. 
https://doi.org/10.4324/9780203836071 


126. Wolfgang F. E. Preiser, S. V. and D. B. (2009a). ASSESSMENT OF HEALTH CENTER 
PERFORMANCE: TOWARD THE DEVELOPMENT OF DESIGN GUIDELINES. Archnet- 
IJAR, International Journal of Architectural Research . 


127. Wolfgang F. E. Preiser, S. V. and D. B. (2009b). Assessment of Health Center Performance: 
Toward the Development of Design Guideline. Archnet-IJAR, International Journal of 
Architectural Research. 


128. Yap, M. H. T., & Ineson, E. M. (2016). Diversity management in Vietnam’s hospitality industry. 
Journal of | Human Resources in Hospitality and Tourism, 15(2). 
https://doi.org/10.1080/15332845.2016.1084855 


15 | Published by “ CENTRAL ASIAN STUDIES" http://www.centralasianstudies.org 


Copyright (c) 2023 Author (s). This is an open-access article distributed under the terms of Creative Commons 
Attribution License (CC BY).To view a copy of this license, visit https://creativecommons.org/licenses/by/4.0/ 


CAJMNS Volume: 04 Issue: 04 | Jul-Aug 2023 


129. Yaslis Ilyas. (2002). Kinerja: Teori, penilaian dan penelitian [Performance: Theory, assessment 
and research]. Pusat Kajian Ekonomi Kesehatan FKM UI. 


130.Zheng, Y., Graham, L., Epitropaki, O., & Snape, E. (2020). Service Leadership, Work 
Engagement, and Service Performance: The Moderating Role of Leader Skills. Group and 
Organization Management, 45(1). https://doi.org/10.1177/1059601119851978 


131.Zondervan, S. (2016). Patients of The colonial state: The rise of a hospital system in the 
Netherlands indies. Maastricht University. 


16 | Published by “ CENTRAL ASIAN STUDIES" http://www.centralasianstudies.org 


Copyright (c) 2023 Author (s). This is an open-access article distributed under the terms of Creative Commons 
Attribution License (CC BY).To view a copy of this license, visit https://creativecommons.org/licenses/by/4.0/ 


